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(57) Abstract 

A computer-based knowledge management system (10) in- 
cludes a database (4, 30) that contains a knowledge item (8) and 
an activity record (32, 34, 36) that is associated with the knowledge 
item (8). An accessor (14) accesses the knowledge item (8) and, 
in response, communicates feedback information (2) conceming the 
knowledge item (8). A knowledge office (18) receives the feedback in- 
formation (2). generates an incentive (72) in response to the feedback 
infomiation (2), and stores the incentive (72) in die activity recoid 
(32. 34. 36). 
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IQ^OmiEDGE MAMftQEMENT iSYSTEM AMD METHOD. 
TECHNICAL FIEI.D OP THB IKVEWTTnw 

This invention relates in general to the field of 
managing information, and more particularly to a knowledge 
, 5 m&ioagenient system and method. 
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Many people use infpnnation or knowledge as part of 
their fiznct ion within a business or other organization. 
These knowledge vrorkers accpxire information from multiple 
5 sources axid use the aeiquired information with respect to 
spm busine^ to generate value 

for the organizat^ioh. ilt ts of ten desirable to monitor the 
activity of i9eiected information within the organization 
and provi^de iiibentiyes to^ c this activity according 

10 to the organizs^tipn/s pazrticular needs. For example, an 
organization may provide various incentives for submitting 
Information to a location accessible to others within the 
organization and monitor subsequent activity with respect 
to this information from a variety of perspectives. 

15 As available information sources become larger and 

more complex to serve a variety of knowledge workers with 
particular information needs, incenting knowledge workers 
to make information available to others aund monitoring 
subsequent activity concerning this information becomes 

20 increasingly important to the success of the organization. 

Existing systems for collecting and managing information 
have been inadequate to meet such needs, because they do 
not provide for effective siibmitting, accessing, updating, 
evaluating, incenting, and monitoring processes associated 

25 with the information ot knowledge within the collective 
organization. As a result, prior systems do not adequately 
address the accrual of intellectual capital resulting from 
activity concerning this information or knowledge, which is 
an importatnt aspect of succeeding in the modem global 

30 economy. 
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SPMMftRY OF THE INVENTION 

Acqording to the present invention, the disadvantages 
and problems associated with nianagi^ have been 

substantially reduced or eliminated. 
5 According to one embodiment of the present invention, 

a conputer abased knowledge management system includes a 
database containing a IdMwliedge item and an activity record 
associated with the knowledge item. An accessor accesses 
the knowledge item and,, in response, communicates feedback 
lb information concerning the knowledge item. A knowledge 
office of the knowledge management system receives the 
feedback inf pzmation, generateis an incentive in response to 
the feedback information, and stores the incentive in the 
activity record. 

15 The knowledge management system and method of the 

present invention provide a number of important technical 
advantages, the knowledge management system of the present 
invention receives submitted knowledge items, maintains and 
provides access to knowledge items, updates Icnowledge items 

20 as appropriate, pron^ts for and receives feedback relating 
to knowledge items, monitors various activity concerning 
knowledge items, and generates a variety of incentives to 
encourage desirable activities associated with knowledge 
items. A value may be determined for a knowledge item in 

25 accordance vrith a quantitative or qualitative evaluation of 
the usefulness, influence, or other impact of the knowledge 
item on the ability of knowledge workers to perform their 
specified functions within an organization, providing an 
inportant technical advantage. Measuring the influence of 

30 knowledge items allows for the determination and evaluation 
of intellectual capital flowing within the organization, 
which may provide a means for measuring the success of the 
orgainization ot determining areas in which the organization 
may improve. 
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Another iinp<^z^ant t:echziicisil advantage of the present 
invention is iHat^^ t^ management system generates 

incentives for d<^sirable Icnbwledge worker activities and 
stores these inc^ntive^ records that represent 

5 diffeirexi^ per^jpeei^ i^ch information related to 

Icnowledge iteme and applied to 

benefit the organizat^^ Incentives such as incentive 

caredits iM^ associated 
with a knbwlediiel ^ a threshold value, 

10 with the ppssiU^ additional incentive will be 

generated for the vrorker in accordance with the 

comparison. Using apptxbpr'ia^ incentives , the behavior of 
knowledge ^^rkiirs .^ifchin.:the organization may be channeled 
in such a %^y th^; J|<^jal^ Intellectual capital is maximized^ 

15 which is an important technical advantage in the modem 
global economy. Furthermore, the information accumulated 
in the activity records may provide a valuable tool for 
assessing the productivity, contribution, and performance 
of knowledge; workers, which may in turn provide a criterion 

20 for evaluating )m0w^^ workers regarding compensation, 
seniority, or other aspects of the relationship between the 
knowledge workers and the organization. Other important 
technical advantages are readily apparent to those skilled 
in the art from the following figures, description, and 

25 claims. 
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For a cons>letje» of the present invention 

and for further features and advantages thereof, reference 
isi nttw made to the fbllpwing description taken in 
5 conjtihctxon With tb^, aeeonq^ drawings, in which: 

FIGURE 1 illustrates an exeiifjlary 1^ management 
system accprdijQg to tfae^ l^ 

FIGdKES 2a th|rp^ 2c illtistrate exenplary records 
acc6rGyLzjig.-^tio 

10 FIGURE 3 i« a; flowchart illtist rating an exemplary 

method of su^ndtti^g a knowledge item according to the 
present inyehtioh; 

FIGURES 4a and 4b are a flowchart illustrating an 
exiemplary method for maziaging knowledge according to the 
15 present invention; and 

FIGURE 5 is a flowchart illustrating an exemplary 
method of obtaining feedback information with respect to a 
knowledge Item according to the present invention. 
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FIGURE 1 illustrates a knowledge management system 10 
that includes one or more siibmitters .12, one or more 
acceiBsp^s 14, and on^ or more sup^ervisors 16 within a 
5 bus^xhesisl otiiter pxganlzatidn ^hatt communicate with 

kxio^lfie^itt 6 18 using 11]^ 2Q. Subniitter 12/ accessor 

14, ax^ irapesrvispr be autonomous or operated by: one 

or more towi^ executives, or other 

employees , or axiy other persons associated in some manner 

.10 with the ; P3^a^ Although submitter 12, accessor 14, 

and siii^j^riris^ system 10 may include as 

many;subtid:tii^r^ 12, aiccedsors 14, and supervisors 16 as are 
necessairy or des^^ in general, system 10 manages and 

mohitprs the cottuminication, use, evaluation, and other 

15 activity concerning information or knowledge within the 
organization to increase the value of intellectual capital 
within the organization . To do this, system 10 receives 
stibMssioilijs of knowledge items , maintains and provides 
access to the knowledge items, updates the knowledge items, 

20 collects feedback concerning the knowledge items, monitors 
activity concerning the knowledge items, and generates 
incentives for desirable activities associated with the 
knowledge items. 

Si^imitter 12 submits one or more knowledge items 8 to 

25 knowledge office 18 using a submit fosnn, which may reside 
on submitter 12 or another component of system 10, or in 
any other suitable maxmer. In general, a knowledge item is 
any data, graphic, docximent, process, or other compilation 
of textual, audiovisual, multimedia, or other information 

30 concerning a tbpiP of past, ciirrent, or potential future 
ihteriest, usefulness^ or applicability to the function of 
knowledge wprkers within the organization. Submitter 12 
may be the author, developer, or owner of knowledge item 8 
or a surrogate having the authority, to submit knowledge 
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item 8 for the owner and receive information concc.:."ning 
tawwledge item 8 instead of # or in addition to, the owner. 
The ebheept of "ownership" aliow;^ submitter 12 or another 
owner of kiiowledge item 8 to monitor the usage pf knowledge 
5 item 8 and to maintain the currency of knowledge item 8, 
possibly to the exclusion of some or all other knowledge 
workers within the organization. 

In one embodiment, accessor 14 is a knowledge worker 
that may accMd cbe oir mpre knowledsfie items 8 maintained by 
10 knowledge office 18 in performing specified ftuictions for 
the organiiation, such as an insjtruqtor> an accountamt, an 
attorney, an engineer, a marketing representative, or any 
other organization employee. Supervisor 16 may be an 
execut4.ve , manager, or other person responsible f 6r or in 
15 some manner interested in the productivity, contribution, 
or performance of submitter 12, accessor 14, or both 
submitter 12 and accessor 14. Systettt 10 may operate in a 
client /server environment in which submitter 12, accessor 
14, and supervisor 16 are clients of a server associated 
20 with knowledge office 18, may operate in a peer-to-peer 
computing environment, or may operate in any other suitable 
environment. Submitter 12, accessor 14, and supervisor 16 
communicate with knowledge office 18 using hardware and 
software associated with link 20. 
25 After using or applying knowledge item 8, accessor 14 

may reuse or reapply knowledge item 8 or ah updated version 
of knowledge itesm 8 according to particular needs • In one 
embodiment, when a;ccessor 14 accesses knowledge item 8 to 
use or apply knowledge item 8, accessor 14 may be provided 
30 an opportunity to indicate whether accessor 14 desires to 
receive subsequent updates to knowledge item 8 . If updates 
are requested, an update list is created for accessor 14 
and accessor 14 receives or is notified concerning updates, 
to knowledge items 8 on the update list for accessor 14. 
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Hpidatihg of knowledge items 8 is discussed more fully below 
with reference to FIGURES 4 a and 4b. ' 

Link 20 may include, any electronic mail or other 
communications system qperating on one or more computers of 
5 oth^r ; processing deVici^s. ,iink \2p : i^ 

VISION MAIL, LbTDS NOtES;, HICRO^QEi; an interactive 

web page> or any other suitable comnixinicatipns application 
or other tool. Link 20 includes hardware and software to 
fewive, trauMmit, se^ tpryis^ store, af chive, 

10 or otherwise communicate information concerning knowledge 
items 8 bet%*een submitter 12, accessed 14, supirvifor 16, 
arid knowledge of f ice Ift Lixik 20 ; may include a dedicated 
or switched connection to communicate^ information using a 
public switched telephone network (PSTN) , a satellite lixik, 

15 a microwave lixxk^ a connection through a local area network 
(LAN) , metropolitan area network (MAN) , wide area network 
(WAN) , a global computer netwrk such as the Internet, or 
other suitable network^ or any other appropriate connection 
or lixik. 

20 In one embodiment, conponents of system 10 communicate 

over the Internet usixig the Worldwide Web (WWW) , file 
transfer protocol (FTP) , Telnet, Usenet, a Gopher or Archie 
utility, a bulletin board, electronic mail, or any other 
communication tectaiique. For exanple, conqponents of system 

IS 10 may maintain and execute a browser or other application 
for accessing and communicating infoinnatibn addressed by a 
uniform resource locator (URL) using link 20. Lixik 20 may 
further include protocol conversion and data processing 
capabilities allowing link 20 to facilitate communications 

\0 between submitter 12, accessed 14, supervisor 16 , and 
knowledge office 18. 

Throughout this discussion, storage and communication 
of knowledge items 8 may be performed using any suitable 
format, structure, or other axrrangement of information that 
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includes machine -readable or user* readable text. In one 
embodiment, knowledge items 8 comprise information for 
communication over the Internet written in hypertext mark- 
up language (HTML), ITIML^, standard generalized mark-up 
5 language (SGML) , virtual reality mairk-up liuigua^e (VRMt) , 
or any other appxt»^ language. 
Xhowledge items may also include program code , stich as JAVA 
applets or other suitable seif-e^ec^ code. 

Database 30 is a relatiozutl or other database that 

10 contains one or more databases, iibraries, files, lists, or 
other arriangement of information a^d has an associated 
database management system (DBMS) for managing access to 
the resources of database 30. Datidsase lO may include 
fixed or removaddle storage media at one or more locations 

1^ or processing devices within system 10, such as random 
access memory (RAM), read only memory (ROM), magnetic 
computet disks!, CD-ROM, or any other aK>ropriate volatile 
or non- volatile memory. Database 30 contains multiple 
knowledge item records (ITEM) 32 , en^jloyee records (BMP) 

20 34, organization records (ORG) 36, and log records (LOG) 

50, each containing information that concerns one or more 
previously submitted knowledge items 8. The contents of 
records 32, 34, 36, and 50 are discussed more fully below 
with reference to FIGURES 2a through 2c. In a particular 

25 embodiment, records 32, 34, 36, and 50 each represent a 
different perspective from which the activity, content, and 
other information associated with knowledge items 8 may be 
viewed and appreciated. 

Knowledge office 18 includes control module (CONTROL) 

30 6, scoring module (SCORE) 22, incentive module (INCENT) 24, 
and reporting module (REPORT) 26 that each periodically 
access database 30 using interface 28 of knowledge office 
18. In a particular embodiment, )cnowledge office 18 is a 
server that monitors activities of svibmitter 12, accessor 
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14, and supervisor 16 assbeiated with databases 4 and 30. 
Interface 28 may include 4ppr6priate hardware and software 
to communicate using a dedicated or switched connection to 
a FSm, a connection through a UOI, MAN, WAN, a global 
5 computer net%iprk such as the Inte^^et, d:i^ other suitable 
ne t work, or cpnpminications lixak ; Interface 26 may iiic lude 
protocol conversion and data processing capabilities that 
allow for communications between control module 6 , scoring 
module 22^ inice^ fecprdihg module 26, and 

Id the DBMS associated with database 3Q. In one embodiment, 
interface 28 has access to cbimnunic^^^ 48 to 

coimminicate ihfoxiitation bietween knowledge office 18 and 
datable 30. For each dat^ase, library^ file, or listing 
in database 30, communication parameters 4 8 maihtain access 

15 information that may include, for example, and not by way 
of limitation: a usemame, a password, a telephone number, 
communications port settings, library and file paths, 
protocol information, daitabase specifications, and any 
other information suitable for accessing database 30 and 

20 communicating information between knowledge office 18 and 
database 30. 

Control module 6 receives knowledge items 8 and other 
submission information from siibmitter 12, receives access 
information and feedback information 2 from accessor 14, 

25 and communicates responsive information to submitter 12, 
accessor 14, and supervisor 16 accoardihg to operation of 
system 10. Control module 6 also manages communications 
between scoring module 22,- incentive module 24, reporting 
module 26, and database 30. In one embodiment, control 

30 module 6 establishes loiowledge envelope 16 corresponding to 
each submitted knowledge item 8 that contains information 
from submitter 12 associated with, knowledge item 8 and 
information that control module 6 generates concerning 
knowledge item 8. Knowledge envelope 76 corresponding to 
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each knowledge item 8 may contain, without limitation: a 
title for Icnowledge item 8; a description, summary, or 
abstract of the contents of knowledge item 8; a URL or any 
other appropriate location designator for addressing and 
5 accessing knowledge item 8; and any other information 
conceriiing knowledge item 8 that is suitable for inclusion 
in knowledge envelope 76. Control module 6 stores and 
maintains knowledge item 6 in database 4 or in another 
suitable location, together with 6r separate from the 

10 corresponding knowledge envelope 76. Database 4 may be 
integral to or separcite firom database 30 ^ 

In addition, control ihbdule 6 etistaJdlishes ^k^ 
item records 32, en^loyee records 34, organization records 
36, and log records 50 in database 30. Other appropriate 

15 records may also be established, for example, to identify 
knowledge items 8 sxxbmitted within a recent period or to 
provide a dictionary, glossary, or other tool for searching 
knowledge items. 8 according to particular subject matter. 
Control module 6 also coordinates the addition, deletion, 

20 updating, and other manipulation of records 32, 34, 36, and 
50 in database 30 in cooperation with the associated DBMS, 
including the generation of update lists for accessors 14 , 
as discussed above. Further, control module 6 communicates 
information concerning incentives between con^nents of 

25 knowledge of f ice 18 axid other Components of system 10, such 
as submitter 12, accessor 14, and supervisor 16, according 
to the activity concerning knowledge items 8. The present 
invention contemplates control module 6 or other suitable 
component of system 10 to determine, specify, or otherwise 

30 control operation of knowledge office 18 in any suitable 
manner. 

Scoring module 22 communicates with control module and 
database 30 to calculate or otherwise determine values for 
knowledge items 8 according to feedback information 2 from 
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accessor 14. Accessor 14 may provide feedback information 
2 to knowledge office 18 and scoring module 22 using a 
feedback form residing on accessor 14 or commxmicated to 
accessor 14 from cohtror module € of knowledge office 18 in 
5 response to aceesdor 14 accessing knbwledge item 8. The 
feedback 4pm:-fOSi^:^i^ the same as the submit form used to 
submit knowledge items 8 discussed above , except for the 
fact that accessor 14 will choose a different option than 
sx&bmitter 12. The value that scoring module 22 determines 

10 for each knowledge item 8 may incl^ quantitative or 

qualitative evatuatioxi of the usefulness, appliGability« or 
other value of knowledge item 8, as reflected by feedback 
information 2 from accessor 14. 

For exan^le, the quantitative numeric evaluation of 

15 knowltsd^e item 8 may include an impact value reflecting the 
actual, estimated, or projected savings in time, money, or 
other measuraible quantity that is attributable to the use 
or application of kniowledge item 8. In the alternative, a 
qualitative ranking evaluation may include a qualitative 

20 assessment of the inpact value of knowledge item 8 relativis 
to other knowledge items 8 that accessor 14 has used or 
with which accessor 14 is familiar. The present invention 
contemplates any suitable technique for evaluating the 
influence of, knowledge items iB or portions thereof on the 

25 organization or its knowledge workers in accordance with 
feedback information 2 from accessor 14. Measuring the 
collective influence of knowledge items 8 allows for the 
determination and evaluation of the intellectual capital 
flowing within the organization, which niay provide a means 

30 for measuring thel organization's success or determining 
areas in which the organization may inprove. 

Incentive module 24 accesses records in database 30 
periodically or in response to an appropriate trigger to 
generate incentives according to activity associated with 
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knowledge items 8. Triggfiers for generation of .incentives 
may include, without limitation: submitter 12 submitting 
knowledge item 8 to knowledge Office 18; knowledge office 
16 receiving feedback ixxfprmatioh 2 for knowledge item 8 
5 fTOm accessor 14 or other evld that accessor 14 used or 
applied knowledge item 8; aci^^ of incentives for 

stxbmltter 12, accedsbr 14 ^ supervisor 16, or one or more 
organizational units associated with submitter 12, accessor 
14, or supervisor 16 reaching a threshold level; or any 

10 other suitable trigger* For example, knowledge offipe 18 
may geherate an incentive for submitter 12 if feedback 
infonnation 2 from accessor 14 indicates that accessor 14 
found ]cnowledge item 8 especially useful . Incentives miay 
include any acknowledgments, commendations, tangible or 

15 intangible rewards, incentive credits for accumulation, or 
other forms of recognition that the organization believes 
will incent Or otherwise encourage desirable activity from 
its knowledge workers wlthi respect to knowledge items 8. 
Incentive module may also generate incentives according to 

20 values generated by scoring module 22 according to content 
of feedback infoirmation 2. For exanple, a value reflecting 
positively on knowledge item 8 might cause incentive module 
24 to generate ten incentive credits for association with 
employee record 34 for submitter 12, while a value that 

25 reflects negatively on knowledge item 8 might only be worth 
two incentive credits or possibly even a negative number of 
incentive criedits for subtraction from ah accumulated 
incentive credit total for submitter 12. 

In one embodiment, each time stibmitter 12 submits, a 

30 knowledge item 8 to knowledige office 18, incentive module 
24 generates an incentive for siibmitter 12, for supervisor 
16 of submitter 12, and for organizational units associated 
with submitter 12, for example, a strategic business unit. 
(SBU) , department, or team to which, submitter 12 reports or 
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is otherwise associated . Incentive module 24 may also 
generate incentives for the ovmer of knowledge item 8, if 
the owner is not suiwnitter 12. Each time accessor 14 
accesses knowle^dge office 18 to use or apply one or more 
5 knowledge items 8 and provides f ee<il>aGk inf orrtetipn- 2 to 
knowledge office 18 concerning knowledge item 8, incentive 
module 24 may generite an incentive for accessor 14, for 
supervisor 16 of accessor 14, and for orgauaizfiitional units 
associated with accessor 14> |a.ffeirent degrees br types of 
10 use or application may waarrant differeait degrees or types 
of incentives. Generating incentives for supervisor 16 and 
for organizational units associated with stibmitter 12 and 
accessor 14 for activities of submitter 12 and accessor 14 
identifies, and encourages sponsorship of these desirable 
15 activities to the benefit of the prganization. Incentives 
such as incentive credits, the total number of incentives, 
or the total number of incentives of a particular type may ' 
be accumulated in employee records 34 and organization 
records 36 for comparison with threshold levels for the 
20 generation of further incentives. 

Reporting module 26 accesses employee records 34 and 
organization records 36 in database 30 periodically or in 
response to specific requests to retrieve information that 
concerns coraresponding knowledge workers for coiranunication 
25 to supervisor 16, In one embodiment, the retrieval process 
is coordinated with a periodic employee review process of 
the organization to give supervisor 16 a valuable tool for 
assessing the productivity, contribution, and performance 
of knowledge workers with respect to intellectual capital 
30 of the organization. For example, reporting module 26 may 
automatically generate an activity summary and at business 
impact summary for a knowledge worker, such as accessor 14, 
and communicate the activity summary and business impact 
summary to supervisor 16 a predetermined time before the 
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knowledge worker is to receive a performance review. This 
infojrmation might then provide a criterion for evaluating 
the knowledge worker regarding compensation, seniority, or 
other aspects of the relationship between the knowledge 
5 worker and the organization. Supezvisor is may also gain 
insight into the perfbrmance of supervisor 16 in managing 
knowledge workers and in encouraging knowledge Workers to 
I share information with each other to the benefit of the 
organizatidtt. Using appr«>priate ince^tivea^^ 
iO of knowledge workers may be channeiiedf in such a way that 
total intellectual capital is m^cimized. 

Knowledge office 18 may operate on one or more 
computers 40 that are integral to or separate from the 
hardware and software that support sutanitter 12, accessor 
15 14, supervisor 16, link 20, and database 30. Computer 40 
may include an input device 42, such as a keypad, touch 
screen, microphone, or other device to accept iriformation. 
An output device 44 may convey information associated with 
the operation of system 10, including digital or analog 
.20. data, visual information, or audio information. Both input 
device 42 and output device 44 may include fixed or 
removable storage media, such as magnetic coit^uter disks, 
CD-ROM, or other suitable media to both receive output from 
and provide input to system 10, Computer 40 may have a 
25 processor 46 and an associated volatile or non -volatile 
memory to execute instructions and manipulate information 
in accordance with the operation, of system 10. The present 
invention conten^jlates control module 6, scoring module 22, 
incentive module 24, and reporting module 26 being integral 
30 to or separate from knowledge office 18 or being integral 
to or separate from one another. For example, the present 
invention contemplates multiple modules that perform the 
functions of control module 6. . 
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In operation of system 10, 8ui?mitter 12 submits a 
knowledge item 8 to knowledge office 18 using a siibmit foinn 
or otherwise. Control module 6 of knowledge office 18 
receiveis knowledge item 8 , establishes knowledge envelope 
5 76 for knowledge item 8, stores knowledge item 8 in 
knowledge database 4 « and establishes an item reco?^^ 32 for 
knowledge item 8 in database 30. Incentive module 24 
generates one or more incentives for eommxinication to 
sizbmitter 12 and supervlefor 16, for association with 

10 en^loyee records 34 in database .30 corresponding to 
submitter IZ and Bxxpexvikox 16/ or any combination of the 
above. At some sxibsequent time, accessor 14 establishes a 
knowledge worker session to access knowledge item 8 and 
uses or applies knowledge item 8 to perform a specified 

15 function associated with the organization. Accessor 14 may 
request that knowledge item 8 be updated as appropriate and 
may also Indicate whether accessor 14 will provide feedback 
information 2 concerning knowledge item 8 to knowledge 
office 18. 

20 If accessor 14 indicates that accessor 14 will provide 

feedback information 2 for knowledge item 8, accessor 14 
may provide feedback information 2 using a feedback form or 
in some othier manner. If accessor 14 does not provide 
feedback iz^ormation 2 as indicated, or if accessor 14 does 

25 not agree to provide feedback InforTtiatlbn 2, control module 
6 may pron^t accessor 14 periodically to obtain feedback 
information 2 from accessor 14. If accessor 14 provides 
feedback information 2, with or without prompting from 
knowledge office 18, control module 6 receives feedback 

30 information 2 from accesisor 14 and transmits at least a 
portion of feedback information 2 to scoring module 22 for 
evaluation. In response to feedback information 2 or any 
other suitable communication from control module 6 or from 
scoring module 22, incentive module 24 generates incentives 
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for communication to submitter 12 and supervisor 16, for 
association with employeie records 34 in database 30. for 
subtnitter 12 and supervisor 16 > or any combination of the 
above. Control module 6 may also associate some or all 
5 feedback information 2 directly with item record 32 in 
database 30 corresponding tp knowledge itett 8 . 

Scoring modulo 2i receives feedback information 2 from 
control ino^le 6 axid evaluates feedback information 2 to 
gezierate vaiues for knowledgfe item 8> which are stored in 

10 item record 32 for knowledge item 8, in en^iloyee records 34 
for submitter 12 and supervisor 16 of submitter 12, and in 
organization records 36 for organizational units associated 
with submitter 12 and supervisor 16, ixi any combination; 
m additibn, incentive module 24 may generate appropriate 

15 incentives for submitter 12, accessor 14, and supervisors 
16 for submitter 12 and accessor 14 that are corom\inicated 
to submitter 12, accessor 14, and supervisor 16, associated 
with the appropriate employee records 34 and organization 
records 36 according to the existence, content, or quality 

20 of feedback information 2, or handled in any other suitable 
manner. 

For example, if feedback information 2 is positive 
with respect to knowledge item 8 or aspects of knowledge 
item 8, sxibmitter 12 and supervisor 16 of submitter 12 may 

25 receive incentives, and item record 32, employee records 
34, and organization records 36 may be updated accordingly. 
Similarly, if feedback information 2 is relatively thorough 
and contains thoughtful analysis concerning knowledge item 
8, whether feedback information 2 is positive or negative 

30 with respect to knowledge item 8, then accessor 14 and 
supervisor 16 of accessor 14 may receive incentives, and 
the appropriate item record 32, employee records 34, and 
organization records 36 may be updated. In this manner, 
knowledge workers are incented to share, use or apply, and 
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evaluate inforrnation to the benefit of the organization, 
while the organization is able to nuanitor such acivity to 
target areas for in^rovemejit and quantify the intellectual 
crapital flpiiring vithin the organization. 
5 In a particular enibpdiment/ each time an accessor 14 

accesses kniswledge item 8> an accessor 14 provid€|s feedback 
intormation 2 concerning knowledge item 6, or an incentive 
is generated with respect to activity concerning knowledge 
item 8> control module 6 updates an activity history for 

10 appropriate knowledge item records 32, employee records 34 , 
orgiuiizatibn records 36, and log records 50 in database 30, 
as discussed more fully below with reference to FIGURES 2a 
through 2c. For example, when control module 6 generates 
item record 32 , control mpduie 6 may associate identity, 

15 communication, and activity information regarding submitter 
12, supervisor 16 of submitter 12, organizational units for 
submitter 12, and knowledge item 8 with item record 32, 
appropriate employee recortiis 34 and organization records 
36, arid log record 50. When accessor 14 accesses knowledge 

20 item 8 or provides feedback information 2 for knowledge 
item B, control module 6 may similarly associate identity, 
communication, and activity information regarding accessor 
14, supervisor 16 of accessor 14, organizational units for 
accessor 14, and knowledge item 8 with item record 32, 

25 appropriate employee records 34 and organization records 
36, and log record 50. Likewise, when scoring module 22 
evaluates feedback information 2 for knowledge item 8 or 
when incentive module 24 generates incentives for activity 
concerning knowledge item 8, control module 6 may update 

30 the appropriate item record 32, employee records 34 and 
organization records 36, and log record 50. In one 
embodiment, log record 50 includes the activity history for 
all knowledge items 8 maintained by knowledge office 18 to 
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allow for cbifiipapfeheasive irani toting of intellectual capital 
flowing within the organization. 

FIGURES 2a through 2c illustrate exemplary knowledge 
item records 32/ enqployee records 34, and organization 
5 records 36 stored in database 30 . Ref earring to FIGDRE 2a, 
for each knowledge item 8, corresp^^ item 
record 32, may- toclude^^ without . limitation : the identity of 
fifiibmitter 12, of an;owner for knowledge item 

8 if riot sxibmitter 12, a[nd^^^^^ tor submitter 

10 12, referred to gexieraily as e^^ ^0; the 

identity 62 of one or more oifganizational units for 
submitter 12 # an owjtier or surrogate, or supervisor 16; a 
telephone number, network addi^ss, or other communication, 
information 64 for subiditter 12 for an owner or surrogate, 

15 or for supervisor 16; activity timestamps 66 indicating 
when knowledge item 8 %»ras submitted, knowledge item record 
32 was generated, knowledge item 8 was accessed, feedback 
information 2 concefnirig fcnbwledge item 8 was received, 
incentives were generated for activity coficerning knowledge 

20 item 8, or indicating the occasion of any other suitable 
activity with respect to knowledge item 8; a description or 
indicator 68 of each occurrence of activity concerning 
knowledge item 8; feedback information 2 from accessor 14 
for knowledge item 8, in whole or in part; a value 70 for 

25 knowledge item 6 that scoring module 22 determines in 
accordance with the content of feedback information 2; 
accumulated, itemized, or other incentive information 72 
for incentives generated in connection with knowledge item 
8,. for example, accumulated incentive credits that have 

30 been generated for activity concerning knowledge item 8, 
information regarding other types of incentives generated 
for activity concerning knowledge item 8, and information 
concerning the recipients of the incentives; arid any other 
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infonnation cbncemtng knowledge item 8 that is suitable 
for storage in taicwiedge^ i^^ 32. 

Activity tinHSstainp 66, atctivity indicator 68 , feedback 
information 2, value 70, aiid incentive information 72 may 
5 be referred to collect ivi^ly as an activity record 74 for 
knowledge dtem 8. Since incentive information 72 includes 
either the incentives themselves , for example, accumulated 
incentive credits, or infoxnEnatlcn regarding the incentives, 
such as the gdaeratioh of a r^Wu^V storing a^^ incentive in 

10 activity record 74 of kxKyWl^dge item record 32 is meant to 
include storing tjhe incentive ttseli for accumxilation in 
activity record iA or storing information concerning the 
incentive in activity record 74. As discussed above with 
reference to FIGURE 1, knowledge envelope 76 for knowledge 

15 item 6 may be stored in association with or separate from 
item record 32 in database 30 or knowledge item B in 
knowledge database 4. Knowledge envelope 76 may include, 
without limitation: a title 78 for knowledge item 8; a 
description, summary, or abstract 80 of the content of 

20 Impwledge item 8; a URL or othier location designator 82 for 
addressing and accessing knowledge item 6; and any other 
appropriate information concerning knowledge item 8. 

Referring to FIGURE 2b, for each submitter 12, owner 
or surrogate, accessor 14, and supervisor 16, referred to 

25 generally as the employee, corresponding employee record 34 
may include, without limitation: an employee identity 60; 
the identity 62 of one or more organizational units for the 
employee; a telephone number, network address , or other 
communication information 64 for the employee; an activity 

30 times tamps 66 indicating when the en^loyee performed a 
particular activity concerning one or more knowledge items 
8, such as submitting knowledge item 8, updating knowledge 
item 8, accessing knowledge item 8, providing feedback 
information 2 concerning knowledge item 8, or any other 
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appropriate activity; a despription or indicator (58 of each 
instance of ; activity for the employee with respect to one 
or more knowledge items 8; feedback information 2 received 
from the employee if the employee is accessor 14 , received 
5 from accessor 14 that is associated with the employee if 
the enployee is supervisor 16, regarding knowledge items 8 
siibmitted by the ei!5)lbyee if the employee is svibmitter 12, 
or regarding knowledge items 8 submitted by submitter 12 
associated with the employee if the etiqployee is supervisor 

10 16; values 70 for knowledge items 8 that are associated 
with the employee in some manner that scoring module 22 
determines according to the content of feedback information 
2; incentive information 72 fipr incentives generated for 
activities of the employee, such as accumulated incentive 

15 credits or other information concerning incentives that are 
asisociated with the employee; and any other information 
concerning these en5>loyees that is suitable for storage, in 
employee records 34 . 

As for knowledge item records 32, activity timestamps 

20 66, activity indicators 68, feedback information 2, values 
70, and incentive information 72 may be referred to 
collectively as activity record 74 for the employee » The 
present invention contemplates enployee record 34 including 
a separate activity record 74 for each knowledge item 8 

25 associated with the employee, for example, each knowledge 
item 8 the cnqployee submitted, updated, accessed, provided 
feedback information 2 concerning, or received an incentive 
for activity concerning. Also as for knowledge item record 
32, iBtoring an incentive in activity record 74 of employee 

30 record 34 is meant to include either storing the incentive 
itself for accumulation in activity record 74 or storing 
information concerning the incentive in activity reicord 74.. 
The present invention contenqplates any suitable technique 
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for axrangfing, ordering, Gbinpiling^ storing, or organizing 
the inf orroation contained in employee record 34 . 

Referring to FIGURE 2c, for each SBU, department, 
team, or other organizational unit of the organization, 
5 corresponding organization record 36. may include, without 
limitation: employee identities 60 of sxibmitters 12, owners 
or sxirrogates, aceessdrs. 14, and supervisors 16 associated 
with the organizational txnit, as discussed above; identity 
62 of the oarganizationai unit; teiepliphe numbers, network 

10 addresses, and any other conuiiunicat^ion information 64 for 
etiployees for the organizational imit;. activity timestamps 
66 indicating when employeeis for the iprganizational \init 
performed activity concerning on^ or more Icnowledge items 
8, as discussed above; descriptijon or indicator 68 of each 

15 occurrence of activity with respect to knowledge items 8 
for the organizational unit; feedback information 2, in ' 
whole or in part, associated with the organizationial unit, 
for example, from accessor 14 within the organizational 
unit or concerning knowledge item 8 submitted by submitter 

20 12 within the organizational unit; values 70 that scoring 
module 22 determines for knowledge items 8 submitted by 
submitters 12 within the organizational xmit according to 
feedback information 2; incentive information 72 for the 
organizational unit, for example, accumulated incentive 

25 credits for the organizational unit or information relating 
to incentives generated for the organizational unit or for 
employees within the organizational unit; and any other 
information suitable for storage in organization records 36 
in database 30. 

30 As for knowledge item records 32 and employee records 

.34, activity record 74 for the organizational unit includes 
activity timestan^si 66, activity indicators 68, feedback 
information 2, values 70, and incentive information 72 for 
the organizational \init. Organization record 36 may have 
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separate activity records 74 for each knowledge item 8 
associated with the organizational xmit or each employee 
within the organizational unit. Also as discussed above 
with reference to FIGDRES 2a and 2b, storing incentives in 
5 activity record 74 of organizational record 36 is meant to 
include storing the incentives themselves for accumulation 
in activity record 74 or storing information concerning the 
incentives in activity record 74 • Since activity records 
74 in Imowledge item record 32, employee records 34, and 

10 organization records 36 all include information concerning 
at least one knowledge item 8, all activity records 74 are 
associated with at least one knowledge item 8. Moreover, 
the entirety of each item record 32, employee record 34, or 
organization record 36 may be considered an activity record 

15 for purposes of this discuission, because each item record 
32, employee record 34, and organization record 36 relates 
to activity concerning at least one knowledge item record 
8. The present invention contemplates arranging,' storing, 
or organizing the information contained in organization 

20 records 36 in any suitable manner. 

Log record 50 corresponds to and contains information 
concerning all activity associated with knowledge office 18 
and knowledge items 8. Activities for which log record 50 
contains information may include, for example, and not by 

25 way of limitation: sxibmitting, ujJdating, and accessing 
knowledge items 8; providing feedback information 2 that 
concerns knowledge items 8; knowledge office 18 prompting 
" for, responding to, or generating incentives for any of the 
above activities; or any other information suitable for 

30 monitoring activity concerning knowledge office 18 and 
knowledge items 8. 

FIGURE 3 is a flowchart illustrating an exemplary 
method of submitting knowledge item 8 to knowledge office 
18 according to the present invention. The method begins 
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at step 300, wheriB submitter 12 submits one or more 
knowledge items 8 to knowledge office 18 using a s\ibmit 
form or otherwise. Knowledge office 18 receives knowledge 
item 8 at step 302 and, at step 304, control module 6 of 
5 knowledge office 18 establishes knowledge envelope 76 for 
knowledge item 8. At step 306, control module 6 stores 
knowledge item 8 and knowledge envelope 76, separately or 
together, in database 4 or at another suitable location for 
sxibsequent access. Control module 6 establisi^cs knowledge 

10 item record 32 for knowledge item 8 at step 308 and stores 
item record 32 in database 30 at step 310. 

At step 312, control module 6 of knowledge office 18 
adds appropriate information concening knowledge item 8 or 
activity related to knowledge item 8 to employee records 34 

15 for submitter 12, any owner or surrogate if not sxibmitter 

12, and supervisor 16 for submitter 12. Similarly, at step 
314, control module 6 adds the appropriate information to 
organization records 36 for an SBU, department, team, or 
other organizational tmit associated with submitter 12, any 

20 owner or surrogate if not submitter 12, or supervisor 16 
for submitter 12. At step 316, control module 6 adds the 
appropriate activity information to log record SO. The 
information stored in item record 32, employee records 34, 
organization records 36, and log record SO in database 30 

25 was discussed more fully above with reference to FIGURES 2a 
through 2c. At step 318, control module 6 may also add 
appropriate information concerning knowledge item 8 to a 
record that identifies recently submitted knowledge items 
8 or. that provides a dictionary, glossary, or other tool 

30 for searching knowledge items 8, and the method ends, the 
present invention contenqplates steps 304 through 318 in any 
suitable order or simultaneously. 

FIGURES 4a and 4b are a flowchart illustrating an 
exemplary method for managing knowledge according to the 



WO98/309C5 PCT/CS97/1332S 



10 



15 



20 



25 



30 



•25- 



present invention. The inetlusa. begins at step 402, where a 
knowledge wotlcer, such as accessor 14 (KW in FIGDRES 4a and 
4b) initiates a knowledge worker session with knowledge 
office 18 to access one or more knowledge items 8 that 
knowledge office 18 maintains. Accessor 14 may initiate 
the session by providing employee identity 60, a password, 
and other suitable idientiiication information associated 
with accessor 14. At step 404, control module 6 receives 
emloyee identity 60 from accessor 14 using link 20. If 
accessor 14 is new to knowledge office 18 at step 406, such 
that control module 6 has not previously established a 
knowledge worker profile for accessor 14 , control module 6 
establishes a knowledge worker profile for accessor 14 at 
step 408. The knowledge worker prof ile for accessor 14 may 
include employee identities 60 for accessor 14 and for 
supervisor 16 of accessor 14, communication information 64 
for accessor 14 and supervisor 16, and any other suitable 
information relating to accessor 14. The present invention 
contemplates knowledge worker profile for accessor 14 being 
employee record 36 for accessor 14. 

At step 410, control module 6 provides accessor 14 
with a confidentiality agreement describing the terms and 
conditions that accessor 14 must accept to access knowledge 
office 18 and its resources. The confidentiality agreement 
may be presented to accessor 14 as an HTML document on a 
graphical user interface (GUI) associated with accessor 14 
or in any other suitable manner. If accessor 14 accepts 
the confidentiality agreement at step 412, for example, by 
entering appropriate information on a keypad associated 
with accessor 14 , control module 6 establishes and stores 
a knowledge worker profile for accessor 14 at step 414, 
separate from or together with the agreement. The method 
then proceeds to step 430, where control module 6 updates 
log record. 50 to reflect the fact that accessor 14 accessed 
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knowledge office 18. If accessor 14 does not accept the 
cohfidentUlity agreeinent at step 412. control module 6 
denies accessor 14 access to knowledge office 18 and its 
resources at step 420, and the method ends. 

If accessor 14 is not new to knowledge office 18 at 
step 406, control moduli 6 need not establish a knowledge 
worker profile for adcejSsor 14 and the method proceeds to 
step 416. If the relaaonship between accessor 14 and the 
organization has been terminated or accessor 14 has changed 
organizational units within the organization, appropriate 
organization records 36 should be modified at step 416 to- 
reflect this information. If the relationship has been 
terminated at step 418, rather than, accessor 14 changing 
organizational units within the organization, accessor 14 
is denied access to knowledge office 18 at step 420, and 
the method ends. If accessor 14 is still associated with 
the organization at step 418, control module 6 generates 
final incentive information at step 422 for the previous 
organizational unit associated with accessor 14 . In one 
embodiment, the final incentive information may include, in 
whole or in part, incentive information 72 attributable to 
accessor 14 fof the previous organizational unit. At step 
424, control module transmits a report reflecting the final 
incentive information to supervisor 16 of accessor 14 or 
any other appropriate person. Control module 6 updates the 
knowledge worker - prof ile for accessor 14 at step 42S to 
reflect movement of. accessor 14 between the organizational 
units since accessor 14 last communicated with knowledge 
office 18. 

At step 428 , if three months or another appropriate 
period has elapsed since accessor 14. was last presented 
with and accepted a confidentiality agreement as discussed 
above, the method returns to step 410. where control module 
.-6 provides the confidentiality agreement to accessor 14. 
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If less thsB three, ripnths or another specified P«"°<i ^^^^ 
elapsed at step 428, control module 6 updates log record 50 
at step 430 to refUct the fact that, accessor 14 accessed 
,»owledge office 18. If accessor 14 has not P«-°-^^.^«^ 
at least one 3cnpvledge iten, 8 for update or a threshold 
period associated with -an x^te request has not elapsed at 

««^ule 6 envies a )cnowledge wor.er 
eesrion for accessor 14 at step 433 to allow accessor 14 to 
ai*,ly W or^ n^^^ Icnowledge items 8 a. discussed. 
: above with reference to FIGORE 1, ^and the method en^^; « 
accessor 14 has previously set^ one or pore ^-^^-^^^ ^^^ 
8 for update and a threshoid period-associated with the 
update request has elapsed at step 438, control module 6 
pLides accessor 14 with ^ted toowledge .terns 8 at step 
434 in the form of a list or in any other suitable manner^ 
Accessor 14 may then delete, discard, or remove unwanted 
knowledge items 8 from the list at step 43. to -dicate 
that updating, of these knowledge items 8 xs no longer 

'^''^''if 'accessor 14 has not yet completely used or applied 
any knowledge items at step 438, control module 6 enables 
a knowledge worker session for accessor 14 at step 433 and 
the method ends. If accessor 14 has completely used or 
applied at least one knowledge item 8 at step 438. control 
idule 6 provide, accessor 14 with a feedback 
completed knowledge item 8 or otherwise requests feedback 
information 2 from accessor 14 concerning knowledge xtem 8 
at step 440. If accessor 14 provides feedback information 
2 at step 442. then control module 6 receives feedback 
information 2 at step 444 and communicates some or all 
feedback information 2 to score module 22 and incentive 
.nodule 24 at step. 446. Score module 22 evaluates feedback 
information 2 at step 448 as discussed more fully above 
with reference to FIGURE 1 and, at step 450. incentive 
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module 24 generates the appropriate incentives for accessor 
14 , supervisor 16 of accessor 14 , and the organizational 
Unit associated with accessor 14. The present invention 
contemplates incentive module 24 generating incentives at 
5 least in part according to values and other iniEbrmation 
from score module 22. 

At step 452, if itore module 23, incentive module 24, 
or another component of knowledge office 18 requires more 
f eedbfack inf ormatibh 2 from accessor 14, the method returns 

10 to step 440, where accessor 14 is again prompted to provide 
feedback information 2, If additional feedback information 
2 is not required at step 452, the method proceeds to step 
433, where control module 6 enables a knowledge worker 
session for iaccessor 14, and the method ends. If accessor 

15 14 does not provide appropriate feedback information 2 at 
step 442 and had declined to provide feedback information 
2 at step 454, knowledge item 8 is removed from association 
with accessor 14 at step 456. In one embodiment, accessor 
14 declining to provide feedback information 2 prevents an 

20 incentive from being generated to accessor 14 for using or 
applying knowledge item 8. 

At step 460 , control module 6 updates knowledge item 
record 32, employee records 34, organization records 36, 
and log record 50 at step 460 as appropriate. If accessor 

25 14 has not provided feedback information 2 at step 442, but 
has not declined to provide any feedback information 2 at 
step 454, control module 6 retains the association between 
knowledge item 8 and accessor 14 for a specified period at 
step 458 and updates records 32, 34, 36, and 50 at step 460 

30 as discussed above. After records 32, 34/ 36, and SO in 
database. 30 have been updated, the method proceeds to step 
433, where control module 6 enables a knowledge worker 
session, for adcessor 14, and the method ends. In this 
manner, system 10 manages, incents, and monitors the flow 
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of intellectual capital, in the form of knowledge items 8 
and appxppriate activity concerning knowledge items 8, to 
the benefit of the organization, providing the organization 
with an advantage in the modem global economy. 
5 FioORE 5 is a flowchart illustrating an exemplary 

method of prbviding feedback information 2 for knowledge 
item 8 according to the present invention. The method 
begins at step 500, where control module 6 of knowledge 
office 18 receives feedback information 2 from accessor 14 

10 using a feedbacrk form or in any other suitable manner • If 
feedback information 2 does not relate to at least one 
kriowledge item 8 at step 502, and the information received 
from accessor 14 is not appropriate for analysis within 
knowledge of f ice 18 at step 504, control module 6 initiates 

15 a suitable error process at step 506, and the method ends. 
If feedback information 2 does not relate to at least one 
knowledge item 8 at step 502, but includes information that 
is appropriate . for analysis within knowledge office 18 at 
step 504, control module 6 distributes this information to 

20 suitable components of knowledge office 18 for analysis at 
step 508, and the method ends. 

If feedback information 2 relates to at least one 
knowledge item 8 at step 502, but feedback information 2 or 
the associated feedback form is not complete at step 510, 

25 control module 6 prpnqpts accessor 14 to provide complete 
feedback information 2 at step 512, and the method returns 
to step 500 • If feedback information 2 is complete at step 
510, control module 6 distributes feedback information 2 
within knowledge office 18 at step 514 as discussed more 

30 fully above with reference to FIGURES 1 and 4. Negative 
feedback information 2 may be analyzed more rigorously by 
selected components of knowledge office 18 than positive or 
neutral feedback information. Control module 6 updates 
item record 32 at step 516, employee records 34 at step 
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518, organiziation records 36 at step 520, and log record 50 
at step 522 to reflect the existence, content, or -Jiy other 
aspect of feedback information 2, values 70 from scoring 
module 22, incentive information 72 from incentive module 
5 24, and any other suitable activity information 74, as 
discussed above with reference to FIGURES 2a through 2c and 
FIGURE 4 . 

At step 524, control module 6 may transmit feedback 
information 2 concerning laiowledge item 8 to the owner of 

10 knowledge item 8, for exan^Jle, submitter 12, and to any 
appropriate personnel associated with knowledge office. 18. 
The present invention contemplates appropriate knowledge 
workers, such as submitter 12, receiving a substantially 
complete activity history for knowledge item 8 . At step 

15 526, control module 6 communicates an acknowledgment to 
accessor 14 , which may include some information regarding 
incentives that incentive module 24 generated for accessor 
14 as a result of the activity of accessor 14 in using or 
applying knowledge item 8 and providing stibsequent feedback 

20 information 2 concerning knowledge item 8. After control 
module 6 communicates the acknowledgment at step 526, the 
method ends. Knowledge office 18 operates to incenc the 
knowledge workers of the organization to generate, share, 
update, use or apply, and critically evaluate information 

25 to the benefit of the organization, providing a number of 
important technical advantages over existing systems for 
collecting and managing information. 

Although the present invention has been described with 
several embodiments, a plethora of changes, substitutions, 

30 variations, alterations, transformations, and modifications 
may be suggested to one skilled in the art, and it is 
intended that the present invention encompass such changes, 
substitutions , variations , alterations , transformations , 
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and modificatioM as fall within the spirit and scope 
the appended claims. 
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WffilT tS CIAIMED ISs 

. 1, A conqputer^based knowledge management system, 
comprising: 

a database containing a knowledge item and an activity 
5 record associated with the knowledge item; 

an accessor operable to access the knowledge item and, 
in response, to coianiunicate . f isedback information concerning 
the content of the knowledge it iem; and 

a knowledge office operable to receive the feedback 
10 information and to generate an incentive in response to the 
feedback information, the knowledge office further operable 
to store the inciantive in the activity record. 

2* The system of Claim I, further comprising a 
15 submitter operable to communicate the knowledge item to the 
knowledge office, the knowledge office operable to generate 
the activity record in response to receiving the knowledge 
item. 

20 3, The system of Claim 1, wherein the activity 

record is selected from the group consisting of: 
a knowledge item record; 
an employee record; and 
an organization record. 

25 

4. The system of Claim 1, wherein the knowledge 
office further comprises a scoring module operable to 
generate a value for the knowledge item according to the 
content of the feedback information. 

5. The system of Claim 4, wherein the knowledge 
office is further operable to store the value generated for 
the knowledge item in the activity record. 
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6. The system of Claim 1, wherein the feedback 
information comprises an impact value associated with the 
content of the knowledge item. 

7. The system of Claim l, wherein the incentive 
comprises an incentive credit for accumulation in the 
activity record according to a plurality of activities 
cpncerriing the Iqiiswledge itOT the knowledge office further 
operable to compare accumulated incentive credits with a 
predetermined threshold and to generate another incentive 
in response to the comparison. 



8. The system of Claim I, wherein the incentive is 
selected from the group consisting of: 

an incentive for submitting the knowledge item; 

an incentive for accessing the knowledge item; and 

an incentive for providing the feedback information 
concerning the knowledge item. 
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9i A; con«>uter-hased. knowledge office, the knowledge 
office coupled to a database containing a knowledge item 
and an activity record associated with the knowledge item, 
the knowledge office comprising: 

a Gbhtroi mbdtiie operablie to receive feedback 
infonhation concerning the knowledge item from an accessdr 
axMi tb coimra^ least a portion of the feedback 

ihforination; 

a scoring module coupled to the control module and 
operable to receive the feedback information from the 
control module, the scoring module operable to generate a 
value for the knowledge item according to the content of 
the feedback information; and 

an incentive module coupled to the control module and 
operable to receive the feedback information from the 
control module, the incentive module operable to generate 
an incentive in response to the feedback information for 
storage in the activity record. 

10. The knowledge office of Claim 9, wherein the 
activity record is selected from the group consisting of: 
a knowledge item record; 
an employee record; and 
an organization. 



11. The knowledge office of Claim 9, wherein the 
control module is operable to receive the knowledge item 
from a submitter and, in response, to store the knowledge 
item in the database and to generate the activity record in 

30 the database. 

12. The knowledge office of Claim 9, wherein the 
feedback information includes an impact value associated 
with the knowledge item. 
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13. The knowledge office of claim 9, wherein the 
incentive cpn^jrises an incentive credit for accumulation in 
the activity record accordixig to a plurality of activities 
concerning the knowledge item, the incentive module further 
operable to cmpaxe accumulated incentive credits with a 
predeteriM^ed threatold Md to generate another incentive 
in ^iBSpoi^^ coi^pari^on. 
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14. A method perforinied on a coiflputer for managing 

knowledge, cou^riaing: 

receiving feedback information concerning a knowledge 
item from an accessor, the kiiowledge item being stored in 

' 5 a database; . . : 

giaerating a valu^; f Or th^-fcnowledge item according to 

the contdtit of tb^ te^B^Ack iia£o ; 

steorina taiiie in ■ a^^^ 
database, the firit activity record; being associated with 

10 tiie khowledge item; 

generating an incentive in response to the feedback 

information; and 

storing the incentive in a second activity record in 
the data^aie, the second activity record being associated 
IS with the knowledge item. 

15. The method of Claim 14, further comprising the 
steps of : 

receiving the knowledge item from a submitter; 
20 storing the knowledge item in the database; and 

establishing. the first activity record. 

16. The method of Claim 14, wherein the first 
activity record is a knowledge item record and the second 

25 record is selected from the group consisting of: 
an employee record; and 
an organization record. 

17. The method of Claim 14, wherein the feedback 
30 information comprises an impact value associated with the 

knowledge item. 
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18. The method of ei*a#; 14 / wherein generating the 
incentive comprises generating an xtc credit for 

accumulation in the second activity record according to 
multiple activity concerning the knowled^ item, . the method 
further con?)rising the ; st<|E8 Of : 

comparing the accunrtdiafced incentive credits with a 
predeterminctd threshold; and 

genear?iting another incentive in accordance with the 
cpmp^iscm. 



19, The method of Glaim 14, wher^^^ the incentive is 
selected from the group consisting of: 

an incentive for isufaiiiittto^^ item; 
an incentive for acdessihg^he )a item; and 

X5 an incentive for proviciing the feedback information 

concerning the knowledge item. 

20. The method of Claim 14, wherein generating the 
incentive comprises generating an incentive credit for 

20 accumulation in the second activity record according to a 
plurality of activities cbnceming the knowledge item, the 
method ftnrther comprising the step of communicating 
information concerning the accumulated incentive credits in 
the second activity record to a supervisor. 
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FIG, 2 a 
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FIG. 2 b 
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FIG, 4a 
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